Abstract-The purpose of this study is to examine the relationship between job stress and job performance of front-liners in a shared service center, Malaysia. The conceptual framework of this study is based on the model of Job Stress (role ambiguity, role conflict, inadequate resources, and workload) and the concept of job performance. A total of 113 front-liners from various departments in a shared service center were selected as respondents through convenience sampling technique. Findings indicated that job stress was significantly related to job performance.
I. INTRODUCTION
Problems in organizations are seen as the most dangerous cause of stress at work over the past few decades. Stress issue becomes a phenomenon at many organizations especially in service organizations since the nature of the work itself requires employees to face various types of customer's behaviour. As mentioned by [1] force, pressure, or tension subjected upon an individual who fights these forces and try to sustain its real state is defined as stress.
In organizational outlook, shared service center organization may lose valuable front-liners through turnover brought on by anxiety, pressure, emotional exhaustion, and/or physical implications such as hypertension and ulcers as a direct result of unregulated job stress [2] . Hence, it is crucial for front-liners to be alert in allowing emotionally-based behaviour to be part of the service delivery encounter. It is critical to recognize causes of job stress and how front-liners can most effectively manage the resultant emotions.
II. LITERATURE REVIEW
Although researchers have given the issue of job stress a great deal of attention and practitioners have attempted to reduce the influences of the sources of job stress, to date job stress continues to be problematic. Today, front-liners have one of the ten most stressful jobs in the United States, [3] demonstrated that sources of job stress and reactions to job stress differ across job levels and types of employment.
Manuscript received November 25, 2014 Therefore, one possible explanation as to why job stress continues to be problematic is due to relevant sources of job stress for front-liners have not been identified. Job stress experienced by front-liners could reduce their job performance, therefore this study focuses specifically in one shared service center which has not been addressed seriously.
Job stress was first conceptualized in 1964 by [4] whereby job stress is viewed as dysfunctional for organizations and their members even though stress has been variously viewed as an ecological stimulus to an individual. In other opinion by [5] , in a recent meta-analysis, 24 (46%) of the 52 empirical studies examine, supported a negative linear relationship between job stress and job performance. In contrast, the U-shaped/curvilinear relationship between job stress and performance can be originally traced back to the work of Yerkes and Dodson [6] . This issue has been widely discussed for many years by many researchers. According to [7] there is an inverse relationship between job stress and job performance indicating that there is high job stress in the house officers, resulting in low job performance. They identified six dimensions of job stress which are job pressure, job description conflict, lack of communication and comfort with supervisor, job related health concern, work overload, and lack of resources.
In 2001, [8] develop another theory of job stress which consists of job-related stress of organizational aspects, such as long work hours, lack of organizational support and organizational change. Generally, job stress is vital for front-liners because in their everyday work they deal with people with various emotion related to product or services offered.
Background of this study is based on the concept of job stress by [9] . According to them job stress consists of role ambiguity, role conflict, inadequate resources and workload. Indeed, [10] found role ambiguity to be a significant source of job stress that has an indirect negative influence on service delivery (job performance) of front-liners (both nonprofessional service providers and higher-level service providers). However, some studies propose this relationship does not exist for other job types, such as clerical workers, police sergeants, and university professors [3] , and [11] . These inconsistent findings suggest that role ambiguity may be a function of job type and may not be typical to all organizations. For example, [3] measured sources of job stress by asking respondents from three occupations to describe a concrete event that he or she perceives to be stressful which occurred at work in the month prior to the study. He also asked respondents how stressful the event was (not very to very much) and why the incident is perceived to be a problem for them and to report their accompanying emotional reaction to the incident. He concluded that, role ambiguity is rarely identified as a source of job stress across three occupations. In a study of salespeople representing various industries, [12] found that role conflict was negatively linked to customer-oriented selling, a trait associated with increased job performance. Moreover, employees facing role conflict may experience emotional extraction from the job leading to reduced job performance [10] . Consequences of studies exploring the effects of role conflict on job performance, however, have been inconsistent. For example, some researchers [13] found that role conflict had a negative effect on job performance, and others [14] observed that role conflict created a positive effect on job performance. In fact, [15] in his study towards salesperson, suggested that modest levels of role conflict might encourage some people to sell and, thus, increase their job performance. Still, most researchers agree that extreme role conflict erodes job performance [16] .
In addition, workload stress can be defined as reluctance to come to work and a feeling of constant pressure (i.e. no effort is enough) accompanied by the general physiological, psychological, and behavioural stress symptoms [17] . Furthermore, work overload both quantitatively and qualitatively has been empirically linked to a variety of physiological, psychological, and behavioural strain symptoms [18] .
Other than that, situational constraints include stressors such as lack of necessary information, problems with machines and supplies as well as stressors within the work environment. Situational constraints are assumed to impair job performance directly. For example, when a machine breaks down one cannot continue to accomplish the task and therefore performance will suffer immediately. Moreover, situational constraints, as other stressors, can have an indirect effect on performance by requiring additional regulation capacity as mention by [19] .
Moreover, the essence of job performance relies on -the demands of the job, the goals and missions of the organization, and beliefs in the organization about which behaviours are most valued‖ [20] . However, based on [9] job performance is the result of three factors working together: skill, effort, and the nature of work conditions. Skills include knowledge, abilities, and competencies the employee brings to the job; effort is the degree of motivation the employee puts forth toward getting the job done; and the nature of work conditions is the degree of accommodation of these conditions in facilitating the employee's productivity. In contrast, according to [6] , job performance can be viewed as an activity in which an individual is able to accomplish the assigned task successfully, subject to the normal constraints of the reasonable utilization of available resources.
III. RESEARCH OBJECTIVE
The objective of this study is to determine whether there is a significant relationship between job stress and job performance in the model
IV. METHODOLOGY
This study used a survey research design. Survey questionnaires were used to collect data from the respondents comprising of front-liners at a shared service center.
There were 31 questions (including demographic items) in this questionnaire. A 26-item survey was designed to obtain information about the front-liners perceptions on job stress and job performance while a 5-item question was designed to obtain information about the demographics (gender, age, level of education, marital status, and length of service) of the sample. To assess the front-liners' job stress, a series of questions developed by [9] was utilized. In addition, job performance was measured using the self-evaluation adapted from [21] .
A total of 132 questionnaires were distributed to front-liners in shared service center which offer solutions ranging from day-to-day back office operations to provision of consultancy, and management decision support services and 113 responded (85.61 percent).
V. RESULTS

A. Sample Description
The data of the completed questionnaire were analyzed using SPSS version 20. Respondents of this study consisted of front-liners from a shared service center. With regard to gender, out of 84 responses, 40.5% of the respondents were male and 59.5% were female. Examining the respondents' age, 71.4% of the respondents were in the range of 21 -30 years old, followed by age group between 31-40 years old, while only 2.4% respondents are below 21 years old. Meanwhile for level of education, the majority of the respondents' held a bachelor's degree with 65.5%, followed by diploma holder with 17.9% and 7.1% of with SPM certificate. In addition, 59.5% respondents work less than four years, followed with 28.6% who worked for four to six years and only 4.8% served for seven to nine years with the current organization.
B. Relationship between Independent and Dependent Variables
This section discusses the findings on the correlation between each component of job stress and job performance for a shared service center. As shown in Table I , the interpretation of the correlation coefficients. 
C. Correlation between Each Component of Job Stress and Job Performance
As shown in Table II the correlation between all components of job stress and job performance was significant (p < .05), moderate to strong and negative (Table  I) . Results also indicate that job performance was significant, negative, and had a high correlation with role ambiguity (r =.
-.567; p < .01); a significant, negative and weak relationship with role conflict (r = -.188; p < .05); a significant, negative and strong relationship with inadequate resources (r = -.406; p < .01); and in contrast, a significant moderate but positive correlation with workload (r = .319; p < .05). On the other hand, job performance has a negative moderate correlation with overall job stress (r = -.325; p < .05). With regards to this, negative relationships between the three job stress variables, shows that the more the front-liners experience job stress, the less their job performance is and vice versa. In summary, role ambiguity has the strongest association with job performance (r = -.567; p < .01) while role conflict, had the weakest relationship (r = .188; p < .05) relationship. The results of this study show that the correlation between job performance and role ambiguity for a shared service center was significant, negative, and strong. This is consistent with [22] study but not consistent with [3] , and [13] study. This indicates that if front-liners are unclear about their primary role due to lack of requisite information for successful performance of that role, their performance will diminish.
Further, this study reveals that the relationship between job performance and role conflict were significant, negative, and the weakest among all the four components of job stress which is similar with [12] study but not consistent with [16] study. This reveals that there is an incompatibility between management's demands or expectations of the front-liners. With regard to the relationship between job performance and inadequate resources, results indicate that the relationship between the two were significant, negative and high among front-liners in a shared service center. This result is similar to [19] . With regards to this, lack of resources to perform work led to lower job performance among the front-liners. Thus, front-liners should be able to cope with inadequate resources at their workplace which indeed affected their job performance. In contrast, the results of this study also explain that the relationship between job performance and workload was significant, positive, and moderate which is consistent to [11] , and [23] study however inconsistent with [24] . Based on the findings, workload is positively associated with job performance, whereby front-liners must maintain their perceptions on workloads that enable them to increase their job performance. Depending on the nature of workload, variations occur in the level of individual performance in such a way that if the workload includes performing of routine tasks then performance is not affected, however if the task difficulty increases, the level of performance significantly decreases [25] . The findings of this study indicate that the role of job stress in front-liners working environment must be further explored. Thus, front-liners need to understand the role of job stress in increasing their job performance and effectiveness at work.
VII. CONCLUSION
Based on previous researches, there are many contradicts findings on job stress attributes such as role ambiguity, role conflict, inadequate resources, and workloads towards job performance. As extension of previous research, this study revealed role conflict, role ambiguity and inadequate resources was negatively significantly associated with job performance while workloads was found positively significantly related to job performance. In relation to this, it can be concluded that any increases of role ambiguity, role conflict and inadequate resources will lead to lower job performance, thus, as shared service center nature of work that is solely customers oriented, it is agreed by front-liners that these factors lead their lower job performance. Therefore under those circumstances the organization should be aware that these critical factors could lead to lower job performance and eventually will decrease the services quality. Consequently, in relation to job ambiguity and role conflict, employers must address these issues by providing clear job descriptions, job direction, and job expectation from top management. The front-liners must be aware on expectations from top management, the rights, the activities and the responsibilities of his or her position. Additionally, he or she must know what activities will fulfill the responsibility of the position and how those activities are to be performed [26] . Other than informing the employees the expectation and job activities, employers also need to provide them with adequate resources to carry out their duties. As mentioned earlier, front-liners' job requires them to have the ability to control emotion when dealing with challenging customers. Therefore, resources such as accurate information on customers issue should be provided clearly because human regulatory capacity is limited, less capacity is available for accomplishing the task and, as a consequence, performance decreases [27] . Meanwhile, workloads were identified positively associated with job performance. This shows that optimizing the allocation of mental workload to individuals can reduce human errors and lead to increased productivity [28] . On the whole, organization should provide a conducive work environment, which is free from work related stressors with abundant amount of personal and job related resources. The shared service center should formulate policies related to better workplace design and working conditions. She has also served as head of institute education development of this institution. She has taught business management subjects including administrative office management, human resource management, performance management, organizational communication, and organizational behaviour and has served this institution for 28 years. She has written and presented papers on leadership, soft skills, emotional intelligence, and management. Current research includes social support, negative affectivity, and work personal life balance of academics. Her research fields include leadership soft skills; Soft skills in higher education; Emotional intelligence; Quality of work life; Organizational behaviour; Business and office management and human resource management. Dr. Siti Asiah Md. Shahid has also participated in innovation, invention, design competition. She leads a project entitled towards a new holistic leadership model and won a gold medal award for her participation. She is a lifetime member of Golden Key National Honor Society, USA, a member of Mara Institute of Technology Academic Staff Association (MITASA), Malaysia, and also a member of PEWANI (Women Association Universiti Teknologi Mara). . She has worked with UiTM for the past 26 years. Prior to teaching in UiTM she worked as a stenographer for four years. In the 26 years working she has co-authored several workbooks (simulation packets): Wajah Ayu Kosmetik -Executive Assistant: An office job simulation; Pyramid holdings Sdn. Bhd. -Administrative assistant: An office job simulation and cyber Jaya college of sciences -Executive officer: An office job simulation. She has also held several administrative posts including examination coordinator and coordinator for out-campus studies and diploma program. She has also conducted short courses in speed writing (shorthand and a malay version of shorthand) and training in personality grooming Ms. Thomas is a life time member of Malaysian English Language Teaching Association (MELTA) and ASIA-TEFL
